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Plan
• Increase the number 72-hour post-discharge 
follow-up phone calls for patients hospitalized 
with a primary diagnosis of heart failure  
• This is a quality measure required for Joint 
Commission Heart Failure Certification and also 
to maintain American Heart Association Gold 
Plus Status
Do
• June 2017: Heart Failure Steering Committee 
formed subgroup Evidence-Based Practice & 
Research 
• August 2017: Follow-up phone call workgroup 
formed and met weekly through January 2018
• Current Workflow Evaluation: 
• Identified lack of process for patients with a 
primary care provider outside of CCH 
• Multiple disciplines completing phone calls 
without a consistent note
• No method for tracking which patients required a 
call or when a call was completed
• Realized potential for increased staff workload 
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Study Act
Technical Changes: 
• Improved an already active report in Epic to better 
identify discharged patients in need of a follow up 
phone call
• Improved chart abstraction to include CentraCare 
Home Care notes
• Created hospital follow-up phone call template for 
consistent documentation across disciplines and 
sites
Adaptive Changes: 
• Abstraction team reviews report daily Monday 
through Friday to identify patients who require 
post-discharge phone follow-up
• Epic in-basket messages utilized to alert the heart 
failure nurses or care coordinators to call the 
patient in October, 2017
• Education for Care Coordination at all CCC 
including regional sites and SCMG
Outcomes:
• Daily report review takes approximately 15 
minutes with an average of five in basket 
messages sent per week 
• Sustainable workload
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